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ABSTRAK 
 
PENGARUH LOGISTIC SERVICE QUALITY TERHADAP CUSTOMER 
SATISFACTION  
(Studi pada Industri Jasa Kurir di Indonesia) 
 
 
AWIT NENKI LESTARI 
NIM. F0213018 
 
 
Penelitian ini bertujuan untuk mengetahui: (1) pengaruh timeliness 
terhadap customer satisfaction, (2) pengaruh condition/accuracy of order terhadap 
customer satisfaction, (3) pengaruh quality of information terhadap customer 
satisfaction, (4) pengaruh availability/quality of contact personnel terhadap 
customer satisfaction pada jasa kurir.  
 
Penelitian ini merupakan penelitian kuantitatif dengan metode survei. 
Sampel yang digunakan dalam penelitian ini sebanyak 100 responden. Teknik 
pengambilan sampel yang digunakan adalah purposive sampling. Adapun 
pengumpulan data dalam penelitian ini menggunakan kuesioner. Data yang 
terkumpul dianalisis dengan menggunakan teknik analisis regresi berganda. 
 
Hasil penelitian ini menunjukkan bahwa: (1) timeliness berpengaruh positif 
terhadap customer satisfaction. Hal ini dibuktikan dari nilai t hitung sebesar 3,050 
dengan tingkat signifikansi 0,003 < 0,05, dan koefisien regresi sebesar 0,253. (2) 
condition/accuracy of order berpengaruh positif terhadap customer satisfaction. 
Hal ini dibuktikan dari nilai t hitung sebesar 2,312 dengan tingkat signifikansi 0,023 
< 0,05, dan koefisien regresi sebesar 0,166. (3) quality of information tidak 
berpengaruh terhadap customer satisfaction. Hal ini dibuktikan dari nilai t hitung 
sebesar 0,314 dengan tingkat signifikansi 0,754 > 0,05, dan koefisien regresi 
sebesar 0,020. (4) availability/quality of contact personnel tidak berpengaruh 
terhadap customer satisfaction. Hal ini dibuktikan dari nilai t hitung sebesar -0,110 
dengan tingkat signifikansi 0,913 > 0,05, dan koefisien regresi sebesar -0,009. 
 
Kata Kunci: timeliness, condition/accuracy of order, quality of information, 
availability/quality of contact personnel, customer satisfaction 
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ABSTRACT 
 
THE EFFECT OF LOGISTIC SERVICE QUALITY ON CUSTOMER 
SATISFACTION 
(Studies in courier service industry in Indonesia) 
 
 
AWIT NENKI LESTARI 
NIM. F0213018 
 
 This study aims to determine: (1) the effect of timeliness on customer 
satisfaction, (2) the effect of condition/accuracy of order on customer satisfaction, 
(3) the effect of quality of information on customer satisfaction, (4) the effect of 
availability/quality of contact personnel on customer satisfaction in courier service. 
 
 This research is a quantitative survey method . The sample used in this 
study were 100 respondents . Sampling technique used is purposive sampling . As 
for the collection of data in this study using a questionnaire. Data were analyzed 
using multiple regression analysis techniques. 
 
The results of this study indicate that: (1) the timeliness have positive effect 
on customer satisfaction. This is evidence from the t value of 3,050 with a 
significance level of 0,003 < 0,05, and a regression coefficient of 0,253. (2) the 
condition/accuracy of order have positive effect on customer satisfaction. This is 
evidence from the t value of 2,312 with a significance level of 0,023 < 0,05, and a 
regression coefficient of 0,166. (3) the quality of information no effect on customer 
satisfaction. this is evidence from the t value of 0,314 wit a significance level of 
0,754 > 0,05, and a regression coefficient of 0,020. (4) the availability/quality of 
contact personnel no effect on customer satisfaction. This is evidence from the t 
value of  -0,110 with a significance level of 0,913 > 0,05, and a regression 
coefficient of -0,009. 
 
 
Keywords: timeliness, condition/accuracy of order, quality of information, 
availability/quality of contact personnel, customer satisfaction 
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